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After entering into WTO, China's healthcare sector is opened gradually. With the 
establishment and development of market economy, China's healthcare market has witnessed 
profound changes. The new healthcare reform package is about to transform the doctor-patient 
relationship into service provider-client relationship on the basis of medical treatment. With the 
continual deepening of healthcare system, it has become an indisputable fact that the healthcare 
service is being commercialized, and the concept of "Healthcare Market" is being accepted by 
more and more people. Service marketing is the necessary product of open market competition. 
Therefore, it has become a critical task of hospital managers to learn how to adapt to the market 
discipline and carry out differentiated service marketing, so as to take the lead in this new round of 
competition. The entering of foreign-invested hospitals and private hospitals is heating up the 
competition in healthcare sector.  Patients are nowadays making stricter demands on the 
healthcare service, and demand more rights/interests protection when receiving therapy. Therefore, 
the service model of the hospital shall transform from "disease-oriented" to "patient-oriented". 
Public hospitals shall change their service model, establish the service philosophy of "client 
orientation" and strengthen their connotation construction, so as to develop core competitiveness 
to achieve sustainable development. In recent years, many hospitals of China are applying 
advanced management study theories into hospital management, and have conducted active 
experiment in differentiated service through hospital marketing, human resources construction and 
customer relation management. By analyzing the group needs of target customers, they manage to 
provide quality and satisfactory healthcare service by offering customized services to different 
patients.  On the basis of case analysis, this paper aims to study the application of differentiated 
service strategy in hospital management by applying the KANO model, so that hospitals can focus 
on their advantaged fields and make corresponding improvements according to clients' needs, 
competition status and their own resources. Eventually, the overall healthcare management level, 
quality of healthcare service, satisfaction rate of patients, doctor-patient relationship, and the 
economic and social benefits of hospitals, can all be improved substantially.   
 
Keywords: hospital, healthcare service, differentiated service strategy for 


























目   录 
 
目  录 
 
第一章  绪论 ···················································································1 
第一节  选题背景与写作动机 ····························································1 
第二节  研究方法、内容和论文框架 ···················································2 
第三节  本文的创新点 ·····································································3 
第二章  X 医院简介及存在问题分析 ····················································4 
第一节  X 医院介绍 ········································································4 
第二节  X 医院存在的问题分析 ·························································7 
第三章  医院服务营销的理论基础 ························································9 
第一节  医院营 理论基础 ·······························································9 
第二节  差异化战略理论 ································································ 11 
第三节  差异化服务战略的理论及实施 ·············································· 13 
第四节  KANO 模型和魅力质量[19][20] ················································· 14 
第四章  基于 KANO 模型的研究························································ 17 
第一节  问卷设计 ········································································· 17 
第二节  KANO 问卷的数据采集与研究实施·········································· 18 
第三节  KANO 问卷的数据统计与分析················································ 19 
第五章  X 医院服务差异化的具体措施 ················································ 33 
第一节  积极保护患者基本权益，创建平安医院 ·································· 33 
第二节  加强医患沟通，向患者有效传递医疗信息 ······························· 37 
第三节  全力打造流程化的“服务链”，加强就医渠道建设，把便利留给患者38 
第四节  加强客户关系管理 ····························································· 42 
概括与结论 ···················································································· 47 
附录一  X 医院医疗服务调查表 ························································· 48 
参考文献 ······················································································· 58 





























Chapter  1  Foreword………………………………………………1 
1.1  Quarter  Thesis background and motivation …………………………1 
1.2  Quarter  Research approach, contents andthesis framework …………2 
1.3  Quarter  Innovativepointsof this paper Of This Article…………………3 
Chapter  2  Introduction to X hospital and analysis of existing  
            problems ………………………………………………4 
2.1  Quarter  Introduction to X Hospital……………………………………4 
2.2  Quarter  Analysis of existing problems of X Hospital…………………7 
Chapter  3  Theoretical basis of hospital service marketing……9 
3.1  Quarter  Theoretical basis of hospital marketing ……………………9 
3.2  Quarter  Theory of differentiated strategy……………………………11 
3.3  Quarter  Theory and implementation of differentiated service  
         strategy…………………………………………………………13 
3.4  Quarter  KANO model and attractive quality…………………………14 
Chapter  4  Research Based On Kano Model……………………17 
4.1  Quarter  The Design Of The Questionnaire……………………………17 
4.2  Quarter  Data acquisition of KANO questionnaire and research       
         implementation………………………………………………18 
4.3  Quarter  Data statistics and analysis of KANO questionnaire…………19 
Chapter  5  Physical measures of service differentiation of X  
hospital…………………………………………………33 
5.1  Quarter  Safeguard the basic rights and interests of patients and  
         construct safety hospital………………………………………33 
5.2  Quarter  Strengthen doctor-patient communication and effectively  
              deliver health care information to  patients………………37 
5.3  Quarter  Construct flow-based "service chain" and strengthen the  
construction of healthcare channel to provide convenience to  
         patients…………………………………………………………38 
5.4  Quarter  Strengthen customer relation management…………………42 
sum up and conclusion………………………………………………47 





























第一章   绪论 
 1
第一章  绪论 





市场化改革的方向。对全国综合性医院的统计资料显示，自 1990 年至 2004 年，
每人次的住院费用涨幅超过 8 倍，每人次的门诊费用涨幅超过 10 倍，而同期城
市居民人均年可支配收入仅增加不到6倍，农村人均年可支配收入仅增加约3倍；











































第二节  研究方法、内容和论文框架 
本文以 X 医院为研究对象，以医疗行业为背景，以服务营 理论为指导，
通过基于 kano 模型的问卷设计、问卷实施、数据统计分析、结果应用等研究步
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